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Customer Service Contact Data: 

Sprint Customer Service is responsible for handling customer requests such 
as: 

+ Registering Customer Database profiles 

+ Responding to reports of technical issues 

+ Sending requested relay information materials 

t Receiving customer suggestions, comments and complaints. 

Each request from a relay user is given full attention and every effort is made 
to satisfy the user. 

The following chart indicates the call types received through Sprint Customer 
Service. 

Recent statistics have shown that the TTY users submit the greatest number 
of complaints. Voice users are second, followed by VCO users. The most 
frequent types of complaints are: agent did not follow customer instructions, 
technical problems, and agent did not relay the calls properly. The most 
frequent commendation OTRS users made about the relay was that the agent 
did a great job relaying calls. 
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1,706,416 1 142.2011 Reven~Bl Expenses for OTRS $159.506.25 154.834.45 192.722.31 $182.625.71 $177.102.85 $180,104.35 $180,138.72 $157,503.15 $180.265.73 $150.242.10 8165.299.96 5173,027.591 

Note: CapTel is not included. CapTel forecast statistics will be included in the next year's annual report. 



Supparting TDAF Team (As of June I, 2004): 

Damara Paris 
RSPF Telecommunication Manager 

Vicki McLean 
CSD Administrator 

Bill Drobkiewicz 
Chair - Deaf Representative 

Shirl Garcia 
Vice Chair- Speech Impaired 

Representative 

BettySue Bischoff 
Hard of Hearing Representative 

Andrea Cabral 
Hard of Hearing Representative 

Bob Case 
Deaf Representative 

Cheryl Davis 
Professional Representative 

Pennie Trumbull, 
The Marketing Director 
OTRS Marketing Service 

Renwick Dayton 
Deaf Representative 

Clark Jackson 
OPUC Representative 

L iu ie  McNeffe 
Mobility- Impaired 
Representative 

lshai Rosen 
Deaf Representative 

Brant Wolf 
Industry Representative 

Oregon Telephone Association (OTA) 

Vacant 
Deaf-Blind or 

DeaflHard of Hearing 
Representative 

Nancy Hammons 
CapTel Outreach Coordinator 
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Sprint Industry Rep~rt: 

New Products for Sprint Relay 

2003 was an exciting year for Sprint. We introduced an enhanced VCO 
product: Captioned Telephone, better known as CapTel. Sprint 
implemented CapTel trials in nine states, one of which was the State of 
Oregon. CapJel received very good reviews from the trial participants. 
On February I ,  2004, the State of Oregon amended its TRS contract to 
add this innovative TRS product. 

Sprint also implemented several key enhancements to Sprint Relay 
Online (internet relay) and Video Relay Service, and the development of 
the NextGen SS7 platform is underway. 

The Sprint Relay Marketing teams have gone above and beyond to 
increase awareness of these exciting new products across the country 
by offering extensive hands-on product training and demonstrations at 
trade shows, state events, and non-profit organizations, as well as with 
business associates and individuals. Our team strongly believes in 
keeping relay users informed of all new technologies. 

1. Video Relay Service 

Sprint and Communications Services for the Deaf (CSD) established an 
alliance to offer Video Relay Service (VRS) nationwide, available on the 
Internet at www.sprintvrs.com and www.orvrs.com. VRS is an interactive 
video teleconferencing service that uses a sign language interpreter to relay 
calls between sign language users and standard phone users without a TTY. 
Currently, all VRS minutes are reimbursed through the Interstate TRS Fund 
for both Interstate and Intrastate calling. Sprint established state URLs for 
VRS to provide historical data on VRS minutes processed through individual 
states' websites. The purpose of the individual website was to have a report 
generated so that administrators can try to forecast the number of VRS 
minutes in the event that the FCC mandates VRS as part of the TRS service. 
In addition, Sprint established a webcam distribution program to further enable 
potential users video relay access. 

The chart indicates the trends of the VRS annual call volume via 
www.ORVRS.com. These numbers reflect the availability and usage of new 
technology provided by Sprint. For the past year, we experienced a decline in 
VRS call volume due to a growth in competing VRS providers. Also, OPUC 
requested that Sprint separate VRS/SRO from all OTRS marketing outreach. 

I 
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ORVRS Billable Minutes 

2. Sprint Relay OnlineSM 

On July 8, 2002, Sprint introduced Sprint Relay Online - 
www.sprintrelayonline.com . This web-enabled, multi-language service is 
the next generation of relay. Sprint Relay Online calls are made through the 
Internet, rather than a TTY, so calls can be made anywhere, anytime, to 
anyone. There's no charge for long distance calls when using Internet Relay 
service. This cutting edge technology ensures that relay users receive high 
quality, secure and confidential communication, and provides an interactive 
relay experience using intuitive features designed for the unique needs of the 
TRS users. 

The adaptive display of Sprint Relay Online gives relay users the ability to 
customize their computer screen appearance for enhanced readability. The 
prinffsave options allow the users the capability to print out or save their own 
conversations for future reference. 
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3. Sprint Relay Wireless 

May 5, 2004Sprint announced Sprint Relay Wireless powered by 
GoAmerica, the provider of WyndTell service. Sprint Relay Wireless enables 
users, for the first time, to connect to Sprint Relay OnlineSM from virtually 
anywhere using a choice of wireless handheld devices and pagers as easily 
as connecting to Sprint Relay Online from a computer. 

Sprint Relay Wireless blends the easy-to-use capabilities of Sprint 
Relay Online with the power of WyndTell service. The service is 
available through the RIM 950, RIM 850, and RIM 857 pagers running 
WyndTell or Deafwireless service. 

Users of 'the RIM devices can 
access Sprint Relay Wireless by 
choosing "Relay" in the service's 
TTYchat feature. Then they simply 
choose a number to be dialed from 
their address book, or enter a new 
number. Once entered, the call 
proceeds as a standard relay call 
with the operator and user 
interacting on the wireless device, 
as they would on a computer 
connected to Sprint Relay Online. 
RIM users also can copy and paste 
or save transcripts of their own 
relay conversations. 

L-- 

4. Integration of Captioned Telephone Technology Applications (CapTel) 

Sprint and Ultratec, Inc., a manufacturer of TTY equipment, are partnering to 
provide Captioned Telephone (CapTel). After conducting trials in 2003, 
we're proud to have launched our full-service, FCC-compliant CapTel in the 
Spring of 2004. The objective of the CapTel system is to provide near- 
functionally equivalent telephone service for people who are deaf or hard of 
hearing who can use their own voice to talk to the called party. The CapTel 
system sends both the called party's voice over an amplified handset, and the 
near-simultaneous transcription of the words that the called party is saying 
(captions) to the user. 
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How it works: 

The CapTel user simply dials the number of the person they are calling 
directly on their CapTel phone. The CapTel phone automatically links into the 
CapTel service. When the called party answers, the conversation proceeds 
naturally with the user and the called party speaking to each other. Using 
state-of-the-art voice recognition technology, the captions on the Captel 
phone flow at standard rate of speech, with over 98% accuracy, about two or 
three seconds behind the called party’s voice. The called party’s voice is 
transmitted to the user via an amplified handset and the captions are 
presented on a bright, five-line display screen. The user has the capability of 
scrolling back in the conversation to read captions that may have been 
missed. 

Sprint is currently providing CapTel service in 12 states. Sprint and Ultratec, 
Inc. believe that CapTel has the potential to dramatically change the way 
individuals experience relay-service. 

5. Relay Conference Captioning 

RCC, developed by Sprint and Caption Colorado, combines real-time 
captioning with relay conference service to enable deaf and hard-of-hearing 
individuals to fully participate in conference calls. RCC is currently provided in 
Arkansas, North Carolina and though the Federal Relay Service. 

RCC uses the same high-quality stenocaptioners that provide closed 
captioning for live television, news, sports and weather. Real-time text is 
streamed to an internet-connected computer anywhere in the world, and does 
not require a high-speed internet connection -- dial-up (56k) will work. RCC 
has user-friendly features including: 

Background color options 
Text colorlsize options 

Online customer support 
New features under development 

Language preferences (English or Spanish) 

Text transcript of teleconference conversation 
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6. NextGen TRS Platfarm 

Sprint is excited to announce that we are in process of rolling out our next 
generation (NextGen) TRS platform at our relay centers. The deployment of 
the NextGen Platform will continue into 2005. The NextGen Platform 
incorporates the latest in telephone switching and data transport technology. 
Sprint has invested more than $12 million in the new platform. When 
completed, this upgrade will replace virtually the entire TRS platform with the 
best technology available. When combined with recently upgraded 
Communication Assistant (CA) terminals and a new desktop call processing 
application, the result will be a state-of-the-art, highly flexible, easily modified, 
unbeatable combination to support Sprint's superior relay services. 

I 
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Sprint Relay Accounts: 

Sprint currently provides relay services to 32 states, the Federal Government, 
and the Commonwealth of Puerto Rico. In 2004, Sprint was awarded three 
new state TRS contracts to provide relay services for Massachusetts, 
Alabama, and Arkansas and one new international contract for New Zealand. 
We also were awarded contract renewals for Oregon, North Dakota, 
New York, North Carolina and the Federal Relay Service. We also added 
three in-state centers to the Sprint Relay Network in Columbia, South 
Carolina; Holyoke, Massachusetts; and Honolulu, Hawaii. Sprint is proud of 
the continued growth and success of our relay program. 

From July 31, 2003 to June 30, 2004, Sprint processed over 26 million 
inbound calls and has met or exceeded all operational service levels (average 
speed of answer, blockages, etc.) for all 32 states, the Federal Government, 
and Puerto Rico. The network reliability was 99.70% (measuring consistency 
of service). 

Sprinf (32) 

Plus Federal 
Relay Service mid 
Cos,monwealt/, of 
Puerfo R i m  

Other Providers 
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Supporting Sprint Team: 

Tony D’Agata 
Vice President & General Manager 

Sprint GSD 

Mike Ellis 
Director, TRS Sales 

Sorint TRS 

TRS Operations 

Lori Lockhart 
Director of TRS Operations 

Ron Peay 
Manager Vendor Sub-contracts 

Mary Cole 
Program Manager 

Billinn 

Fabiola Maxwell 
Billing Analyst 

Enqineerinq 

Cyndi Novak 
Team Leader 

TRS Design B Development 

Ron Edwards 
Manager 

Test 8, Implementation 

Delwin Coleman 
Regional Manager 

System Maintenance 

Mike Ligas 
Vice President 

Sprint TRS 

Paul Ludwick 
Director, Business Development 

Sprint TRS 

Marketing 

Aparna Lele 
OTRS Account Manager 

John Moore 
Manager, Customer Relations 

Western Region Accounts 

Michael Baer 
Program Manager 

Sales 

Sharaine Rawlinson 
Senior Government Account Manager 

Contracts 

Don Rawlings 
Senior Contract Administrator 

- 
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bailabil it 
3S7 
rechnolo! 
IRS Facili 

Transmitt, 
Calling pi 
Informatic 

Types of 1 

Handling 
Emergen 
Calls 

FCC Reviewing Comments and Orders 
FCC Second Report and Order 

Mandatory Minimum Standards and Compliance Matrix 

-m-. n. . . 

:oncluded that TRS providers should 
lave access to 557 or similar 
echnology to make Caller ID and 
ither benefits available and facilitate 
irovision of TRS. (716) 

Zoncluded that TRS providers are 
.equired to observe FCCs rules 
Dertaining to Caller ID and call 
>locking services. (722) 
Concluded that when a TRS facility is 
able to transmit any identifying 
information to the network, the TRS 
facility must pass through, to the 
called party. the number of TRS 
facility, 711. or, if possible, the 10- 
digit number of the calling party. The 
identifying information passed 
through the TRS facility to the called 
party is to be determined by the TRS 
Provider.725) 

Concluded that the following call 
types are adopted as mandatory 
minimum standards of TRS. 
Two Line VCO 
Two Line HCO 
HCO-to-TTY 
HCO-to-HCO 
VCO-to-TTY 
VCO-to-VCO 
Concluded that these types of TRS 
calls are required to be provided on 
an interstate and intrastate basis 
within six months of publication of 
this Order in the Federal Register 
(8m03). (1127) 

This requirement is waived for 
Internet Relay and Video Relay 
Services through December 31, 
2007. (736) 
Concluded that TRS providers must 
use a system for incoming 
emergency TRS calls that at a 
minimum, automatically and 
immediately transfers the caller to an 
appropriate Public Safety Answering 
Point. (p8) 

Required that all TRS facilities be 
able to pass emergency callers to thl 
appropriate PSAP within twelve 
months of publication of this Order in 
the Federal Register (8/24/03). (742) 

$print supports this requirement and is 
mplementing the 557 technology In its 
UextGen dalform rollouts in 2004 - 
2005. 

Sprint will comply 

Sprint's position is to transmit the 10- 
digit number and to recognize the ID 
blocking indicators through 557 
lechnology. 

The VCO and HCO calling combination! 
have been standard features of Sprint's 
since 1996. 

Having these features as part Of Sprint': 
standard TRS plalform, Sprint exceedec 
this requirement to meet the February 
24,2004 implementation deadline. 

Sprint is investigating the capabiiilies 01 
its E911 database to meet the 
requirement to transfer emergency call! 
to an "appropriate" PSAP. A Petition fi 
Reconsideration of this requirement ha: 
been filed by ATgT and Verizon bringin 
up questions as to the reliability and 
availability of information available to 
TRS providers. 
Further clarification on this issue is 
expected from the FCC soon. Until suc 
time, Smint continues to investigate 
methodologies to comply with this 
requirement. 
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mwering 
lachine 
lessage 
letrieval 

:all Release 

Speed Dialing 

_ . ~ _ _  

The implementation deadline for this 
Ieatue was August 24. 2004 but it is 
?xpected that this will change wilh the 
FCC's pending response. 

~~~~~ 

his requirement has been waived 
x Internet Relay and Video Relay 
ervices (under separate Orders for 
,RO and VRS) 

his feature allows a TTY user to 
?trieve voice messages left on his or 
er voice mailbox or voice answering 
iachine by an incoming call from a 
iird party. 
:oncluded that answering machine 
lnd voice mail retrieval are TRS 
?atures that must be provided to 
'RS users. (765) 
:oncluded that answering machine 
etrieval must be provided on an 
jterstate and intrastate basis within 
.ix months of publication of this 
)rder in the Federal Register 

:all release allows a CA to set up a 
TTY-to-TTY call that once set up 
loes not require the CA to relay the 
nnversation. The feature allows the 
:A to sign-off or be "released" from 
he line without triggering a 
iisconnection behveen two TTY 
isers after the CA connects the 
iriginating TTY caller to the called 
iarly's TTY. (768). 
Sonciuded that call release is 
.equired under FCC's functional 
?quivalency mandate. (769) 
Wed  that once the CA signs off, or 
s "released," after the two T N  
parties are connected, it is the call 
:eases to be a TRS call subject to 
the per-minute reimbursement. (168) 
Concluded that call release musl be 
provided on interstate and intrastate 
basis within six months of publication 
of this Order in h e  Federal Register 

This requirement is waived for 
Internet Relay and Video Relay 
Services.(n76) 
Speed dialing allows users to 
manually store a list of telephone 
numbers with designated speed 
dialing codes in the TRS user's 
consumer profile. 

8/24/03), (162) 

(8/24/03). (162) 

Sprint has provided Answering Machine 
Retrieval since 1996. 
Sprint exceeded the requirement to meet 
the February 24, 2004 implementation 
deadline. 

Concluded that the speed dialing 
must be provided on an interstate 
and intrastate basis within six month: 
of publication of this Order in the 
Federal Register (8/24/03). (TI) 

Sprint currently provides up to ten speec 
dial entries to be stored in the Customer 
Database. After the deployment of 
Sprint's NextGen SS7 platform, relay 
users will have oppoltunity to store as 
many speed dialing numbers as they 
need. 
Sprint exceeded h e  requirement to me6 
the Februaly 24.2004 implementation 
deadline. Speed Dialing or Frequent 
Dialed Numbers has been a standard 
feature of Sprint's since September 1, 

i 1996. 
This requirement is waived for 

Sprint implemented the Cali Release 
feature on Juiv 1.2003 and extended 
this functionalhy io all States on 
February 24,2004. 

Once a call is 'released" from the CA 
workstation. the call is no longer a relay 
call and accordingly will not be charged 
to the state customer. 
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rhree-way 
:ailing 

Internet Relay and Video Relay 
Services.(n76) 
Three-way calling feature is generally 
arranged in one of two ways. (773) 
1. The TRS consumer may request 
that the CA set up the call with two 
other parties 
or; 
2. The TRS user may connect to two 
telephone lines at the same time 
from his or her premises by using the 
telephone's switch hook (or "flash") 
button. 
Concluded thal the three-way calling 
must be provided on an interstate 
and intrastate basis within six months 
of publication of this Order in the 
Federal Register (8/24/03). (762) 
Concluded that cost recovery shall 
be based on the time that CAS spend 
facilitating calls, rather than the time 
that circuits are completed. 
This requirement is waived for 
Internet Relay and Video Relay 
Services.(v6) 

Sprint has provided three-way calling 
capabilities, from the customer's 
premises, since September 1,1995. 
FCC has acknowledged that Sprint's 
methodology for providing three-way 
calling capability meets this requirement. 
Sprint will continue to support three-way 
call capability from the customer's 
premises. 
Sprint exceeded the requirement lo 
meet the February 24.2004 
implementation deadline. 
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64.604 A.l 

FCC CapTel Mandatory Minimum 
Standards B Compliance Matrix 

As of August 1,2003 

Each common carrier 
providing telephone voice 
transmission services shall 
provide, no later than July 
26. 1993, in compliance 
with the regulations 
prescribed therein, 
throughout the area in 
which it offers services, 
telecommunications relay 
services, individually, 
through designees, through 
a competitively selected 
vendor, or in concert with 
other carriers. 

Speech-to-Speech relay 
service shall~be provided by 
March 1.2001. 

Interstate Spanish language 
relay service shall be 
provided by March 1,2001. 

in addition. not later than 
October 1, 2001, access vis 
the 71 1 dialing code to all 
relay services as a toll free 
call. 

.- . . .  . .  . . .  . , .  . 
, .. . . .  . .  

,. 

Communications 
Assistant (CA) 
Competency Skills 

CAS are to be sufficiently 
trained to effectively meet 
the specialized 
communications needs of 
individuals with hearing an( 
speech disabilities. 

CAS must have competent 
skills in typing, grammar, 
spelling, and interpretation 
of twewritten ASL, 

1 famiiiarity with hearing and 

he Communications Act 
efines TRS as "telephone 
.ansmission services that 
rovide the ability for an 
idividual who has hearing or 
peech impairment to engage 
1 communication by wire or 
adio with a hearing individual 
I a manner that is 
unctionally equivalent to the 
ibility of an individual who 
ioes not have a hearing 
mpairment or speech 
mpairment to communicate 
ising voice communication 
iervices by wire or radio." 
3nce TRS calls handled via 
:aptioned telephone VCO 
jervice fall squarely within 
his definition - i.e. they allow 
;ommunications between 
3ersons with hearing or 
speech disabilities and 
Dersons without such 
jisabilities -we conclude 
ihat captioned telephone 
VCO service falls within 
statutory definition of TRS. 
(717) 

Requirement applies 

Use of CapTel's voice 
recognition software "is a 
permissible means ... for 
achieving the CAS 

Sprint has been a 
CapTel provider, on a 
trial basis, since May 
1,2002. On January 
1,2004, Sprint 
successfully 
converted CapTel 
trial into a FCC- 
compliant CapTel 
service, the first -ever 
in the TRS Industry. 

Speech-to-Speech 
relay service for 
CapTel is waived by 
the FCC. See Sectior 
64.604 A.3. 

Sprint was also the 
first CapTel provider 
to offer intrastate and 
interstate Spanish 
services on January 
1,2004. 

71 1 for CapTel Is 
temporarily waived 
for one year. See 
Section 64.604 A.3. 

Sprint requires that 2 
CapTei CAS have a 
high school diploma 
or graduate 
equivalency as a 
minimum qualificatio 
for the job. 

All CapTel CAS are 
tested and competent 
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64.604 
.2 

64.604 
i.3 

- 

peech disability cultures, 
anguages. and etiquette. 

Lping Speed - 60 WPM 
vith technological aids 

hal-to-type tests 

:onfidentiality & 
:onversation Context 

:As are prohibited from 
lisclosing the content of 
my relayed conversation 
.egardless of content 

CAS are prohibited from 
intentionally altering a 
relayed conversation and 
must relay all conversation 
verbatim unless specifically 
requested to do otherwise 

Types of Calls 

CAS are prohibited from 
refusing single or sequential 
calls or limiting the length 01 
calls utilizing relay services. 

ompetency skills required by 
le TRS mandatory minimum 
landards" (739). 
iterpreting typed ASL is not 
pplicable. 

Ise of voice recognition 
xhnology in the provision of 
:apTel VCO service "is a 
sermissible means for _._ 
,nhancing transmission 
peed ..."(I 39) 

Vaived. Permits use of oral- 
3-text tests instead. 

iequirement applies, 

iequirement applies. 

Uaived for outbound calls (n 
46) because the CapTel CAS 
are not involved in call set up 
and cannot refuse the call 
(746) 

Not waived for inbound calls 
to a CapTel user made 
through a TRS facility. 
However, if call is made 
directly to the captioned 
telephone access number, nr 
set up is involved and the 
CapTel CA cannot refuse to 

n typing, grammar, 
ind spelling to 
mure  skills meet the 
ollowing FCC 
hidelines. CapTel 
:A training provides 
amiliarily with 
iearing, deaf, and 
ipeech-disabled 
:ultures. 

>apTel's voice 
-ecognition 
echnology transmits 
above 100 WPM. 

3ral-to-text tests are 
~ iven to all CapTel 
CAS 

CapTel CAS are 
lrained and evaluated 
to ensure all aspects 
of confidentiality are 
maintained and 
conversational 
context is properly 
provided. 

CapTel CAS are 
prohibited from 
intentionally altering a 
relayed conversation 
and will relay all 
conversation 
verbalim. 

CapTel users dial 
sequential calls 
directly therefore 
there is no way for a 
CapTel CA to refuse 
sequenliai calls or 
limit length of calls. 

CapTel will not refuse 
single or sequential 
inbound calls or limit 
the length of calls 
utilizing the service. 
If an inbound call is 
made lo a captioned 
telephone user via 
the captioned 
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64.604 
r.4 

i 64.604 
4.5 

E 64.604 
4.6 

S 64.604 
A.7 

TRS shall be capable of 
iandling any type of call 
iormally provided by 
:ommon carriers and can 
jecline calls if credit card 
authorization is denied. 

Handling of Emergency 
Calls 

Providers must use a 
system for incoming 
emergency calls that, at a 
minimum, automatically and 
immediately transfers the 
caller to the nearest PSAP. 

A CA must pass along the 
caller's number to the PSAP 
when a caller disconnects 
before being connected to 
emergency setvices. 

In-call Replacement of 
CAS 

CAS answering and placing 
a TTY-based TRS or VRS 
call must stay with the call 
for a minimum of 10 
minutes. 
CA Gender Preferences 

TRS providers must make 
best efforts to 
accommodate a TRS user's 
requested CA gender when 
a call is initiated and, if a 
transfer occurs, at the time 
the call is transferred to 
another CA. 

STS Called Numbers 

STS users must be 
orovided the oDtion to 

:all (746). 

qequirement applies. 

Note: The requirement to 
provide 71 1 dialing is waived 
for outbound calls made from 
a CapTel phone. Inbound 
711 calling waived for one 
year (8/1/03 - 7/31/04). 

Also STS and HCO are 
waived (fl29). 

Requirement applies. 

Requirement applies. 

Requirement applies 

Waived. (7 36,4748). 

Waived. (729) 

:lephone access 
umber, set-up is 
ulomatic. and thus 
iere is no way for a 
:A to refuse the call. 

:apTel is capable of 
andling all call types 
orrnally provided by 
ommon carriers. 
ibound 711 calls can 
Be processed as of 
,/1/04. 

:apTel user dials 9- 
-1. Sprint will route 
he call -to the 
nost appropriate 
'SAP. 

'he 911 PSAP center 
vi11 receive the 
:slier's Automated 
4umber Identification 
md Automated 
.ocator Identification. 
f the call is 
tisconnected, the 
311 center will call 
he CapTel user 
)ack. 

:apTel CAS stay on 
dl calls for a 
ninimum of 10 
ninutes. 



5 64.604 
3.2 

6 64.604 
8.3 

naintain a list of names and 
)hone numbers that the 
;TS user calls. When the 
;TS user requests one of 
hese names, the CA must 
epeat it and state the 
)hone number to the STS 
iser. 

rhis information must be 
ransferred to any new 
xovider. 

4SCll8 Baudot 

TRS shall be capable of 
:ommunicating with ASCII 
!, Baudot format at any 
speed generally in use. 

Speed of Answer 

TRS shall Include adequate 
staffing to ensure 85% of all 
3811s answered within 10 
seconds by any method 
flhich results in the caller’s 
call immediately being 
placed, not put in a queue 
or on hold. 

Abandoned calls shall be 
included in the speed-of- 
answer calculation. 

Speed of Answer is to be 
measured on a daily basis. 

The system shall be 
designed to a P..O1 
standard. 

Equal Access to lXCs 

TRS users shall have 
access lo their chosen IXC 
carrier through the TRS and 
to all other operator 
services, to the same extent 
that such access is provided 
to voice users. 

Naived. (753-54) 

Requirement applies 

Requirement applies. 

Requirement applies. 

Requirement applies. 

Sprint CapTel 
msures that 85% of 
dl calls are answerei 
Nithin 10 seconds 
md that caller‘s calls 
xe  immediately 
,laced. Sprint does 
lot put calls in a 
queue or on hold. 

4bandoned calls are 
included in the speec 
3f answer calculatlor 

Sprint CapTel systen 
is designed to a P.01 
standard or greater 
measured on a daily 
basis. 

CapTel users will be 
able to choose their 
IXC carrier through 
the CapTel Carrier o 
Choice program 
allowing for the sami 
access lhat is 
provided to voice 
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64.604 
4 

64.604 
.5 

isers 

i 64.604 
3.6 

Sprint CapTel is 
available 24 hours a 
jay, every day. 

I 

RS Facilities 

RS shall operate every 
day, 24 hours a day. 

TRS shall have redundancy 
satures functionally 
iquivalent to the equipment 
i normal central offices. 
icluding uninterruptible 
lower for emergency use. 

4dequate network facilities 
shall be used in conjunction 
Nith TRS. 

Technology 

No regulation set forth in 
this subpart is intended to 
discourage or impair the 
development of improved 
technology that fosters the 
availability of telecomm to 
people with disabilities. 

VCO & HCO technology are 
required to be standard 
features of TRS. 
Voicemail 8 Interactive 
Menus 

CAS must alert Ihe TRS 
user to the presence of a 
recorded message & 
interactive menu thru a hot 
key on the CA's terminal. 

CC noted that CapTel is not 
mandated service but 
lated lhat CapTel is a form 
f enhanced VCO service. It 
llowed interstate 
timbursement from the 
iterstate TRS Fund. For a 
rovider to be eligible for 
timbursement from the 
iterstate TRS Fund for the 
rovision of TRS, the 
rovider must either meet the 
iandatory minimum 
tandards or request and 
sceive waivers of the 
tandards. (n 22.24) 
itale TRS programs, of 
ourse, are free to offer this 
ervice and to reimburse 
lrovlders of intrastate 
:aptioned telephone VCO 
,elvice. (n 22). 

X C  acknowledged lhat 
2apTel is an enhanced VCO 
jervice of TRS (1 44). 

vVaived for HCO. (1 29) 

Requirement applies. 

print CapTel has 
?dundancy features 
iat provide 
inctional 
quivalency, 
icluding 
ninlerruptible power 
i r  emergency use. 

;print CapTel 
iehvork facilities are 
,ufficient to ensure 
hat the probability of 
I busy response due 
D loop trunk 
:ongestion is 
unctionally 
;quivalent to what a 
toice caller would 
?xperience. 

;print is the nation's 
sader in the 
levelopment and 
iffering of 
echnological feature! 
or TRS 

CapTel user both 
hears and interacts 
directly with the 
recorded message 
and makes the 
selections as 
requested by the 
interactive menu. 
The CapTel user is 
alerted lo the 
presence of a 
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'RS providers shall 
,iectronically capture 
ecorded messages &retain 
?em for the length of the 
all, 8 may not impose any 
harges for additional calls 
hat must be made by the 
iser in order to complete 
,ails involving recorded or 
iteraclive messages. 

TRS will handle pay-per- 
calls. 

Consumer Complaint 
Logs 

States must maintain a log 
of complaints including all 
complaints about TRS to 
include at minimum', the 
date the complaint was 
filed, the nature of the 
complaint, the date of 
resolution and an 
explanation of the 
resolution, 

States 8, TRS providers 
shall submit to the FCC by 
July 1 of each year, 
summaries of logs 
indicating the number of 
complaints received for the 
12-month period ending 
May 31 

Contact Persons 

States must submit to the 
FCC a contact person or 
office for TRS consumer 
information and complaints 
about intrastate TRS. 

tequirement applies 

iequirement applies. 

Requirement applies 

recording by hearing 
the recording and 
seeing the captions 
of the recording as 
the message is 
played. 

CapTel users can 
replay messages as 
required until the 
message is both 
heard and read as 
captions. The user 
can stay on the line 
as long as desired 
until the message is 
heard in its entirety 
or replayed. This is 
requested by the 
user directly. The 
CapTei user 
interacts with the 
recorded message 
system directly. 
This is treated as 
one call. 

Sprint CapTei 
supports pay-per-call 
call types. 

Sprint CapTel 
maintains a log of all 
complaints. The log 
includes all of the 
required fields 
including the date, 
the nature, the date 
of resolution, and the 
explanation of 
resolution, 

Sprint CapTel 
provides summaries 
of the logs, which 
indicate the number 
of complaints 
received for a 12- 
month period ending 
May 31". 

Sprint CapTel 
provides full support, 
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Public Access to Info 

Zarriers. through publication 
in their directories, periodic 
billing inserts, placement of 
TRS instructions in phone 
directories. DA services, 8 
incorporation of TTY 
numbers in phone 
directories, shall assure that 
callers are aware of all 
forms of TRS. 

Conduct ongoing education 
and outreach programs to 
publicize availability of 71 1 
access. 

Rates 

TRS users shall pay rates 
no greater than the rates 
paid for functionally 
equivalent voice 
communication services 
with respect to such factors 
as the duration of the call, 
the lime of day, and the 
distance from the point of 
origination to the point of 
termination. 

Jurisdictional Separation 
of costs 

(i) General, where 
appropriate, costs of 
providing TRS shall be 
separated in accordance 
with the jurisdictional 
separation procedures and 
standards set for in the 
Commission's regulations 

(ii) Cost recovery - Costs 
caused by interstate TRS 
shall be recovered from all 
subscribers for every 
interstate service, utilizing a 
shared-funding cost 
recovery mechanism 

lequirement applies 

tequirement applies. 

iequirement applies 

icluding a primary 
loint-of-contact. to 
ontract 
idministrators to 
neet FCC 
equiremenis. :,, ,. . .  , 

~ , .  . ,  . . .  
. . .  

. .  . , .,., . .. . 

Sprint follows all 
FCC requirements 
for public access to 
information and 
publishes 
instructions for TRS, 
including 711 
access, in 
directories, 
brochures, billing 
inserts, phone 
directories and DA 
services, and 
incorporates TTY 
numbers in phone 
directories to assure 
that callers are 
aware of all forms of 
TRS. 

:apTel users pay 
ates no greater than 
he rates paid for 
unctionaily equivalent 
ioice communication 
services. 

(i) Sprint foliows FCC 
requirements in the 
jurisdictional 
separation of costs. 

(ii) Interstate CapTel 
is recovered from all 
subscribers of 
interstate services 
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ii) Telecommunications 
:elay Services Fund -To 
e administered by the 
lationai Exchange Carrier 
&sociation, Inc. (NECA) 

:omplaints 

i) Referral of complaint. 
i) Intrastate complaint 
ssoiution. 
iii) Jurisdiction of 
:ommission, 
iv) Interstate complaint 
esoiution, 
v )  Complaint Procedures 

'reatment of TRS 
hstomer Info 

%lure contacts between 
he TRS administrator and 
he TRS vendor shall 
irovide for the transfer of 
.RS customer profile data 
ram the outgoing TRS 
'endor to the incoming TRS 
endor. Such data must be 
lisclosed in usable form at 
east 60 days prior to the 
mvider's last day of 
,ervice, and shall not be 
;old, distributed, shared or 
evealed in any other way 
)y the relay provider or its 
mployees, unless 
:ompelled to do so by lawful 
rder. 

State Certification 

3er FCC's Public Notice on 
TRS State Re-certification 
released 5/1/02, the FCC 
requests an application be 
submitted through State's 
Office of the Governor or 
other delegated executive 
office empowered to 

Lequirement applies. 

tequirement applies. 

3equirement applies. 

iii) Sprint works with 
JECA for 
eirnbursement of 
nterstate minutes. 

:he Sprint CapTel 
Astomer Contact 
)recess is fully 
:ompliant with all 
:CC Requirements. 

Sprint transfers 
CapTel customer 
data to incoming 
CapTel vendors. 
Customer 
information that is 
normally contained 
in a TRS profile is 
not required for 
CapTel as the CA is 
anonymous to the 
call and the CapTel 
user talks directly to 
the called party. The 
data is provided in 
usable form at least 
60 days prior to the 
last day of service 
and is not sold, 
distributed, shared 
or revealed in any 
other way by Sprint, 
or Sprint employees 
unless Sprint is 
compelled by legal 
process to provide 
such information. 

Sprint provides each 
Sprint TRS state a re 
certification packet 
and assists in the re- 
certification process. 
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